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Feedback and Complaints Policy and Procedure
31/08/2021

The Paramount International is committed to providing an excellent service. Part of our
vision at Paramount International is:

e Qutcome: Successful — By focusing on performance, trust and respect, we will win
business to sustain and grow. We will provide exemplary customer service, listening
to customer needs and continuously improve the customer experience.

The procedure below outlines how all our customers can help us improve our service.

Feedback procedure

We are interested to know what you think of our service. If you think we do some things
particularly well or there are areas where we could do better, we would like to hear from
you.

If you have any suggestions or comments relating to the service that we provide, please
send an email to complaint_feedback@paramountint.com or complete a feedback form,
available from any member of staff, and return it to the Paramount International office or
member of staff, alternatively this can be posted to our head office (address at bottom). If
you would like us to acknowledge receipt, please provide your contact details.

Complaints procedure

If there is an occasion when you are not satisfied with our service and you wish to make a
formal complaint, please follow this procedure:

1. In the first instance please raise the complaint with the person you have contact with
at Paramount International. If you are unhappy with the response, please ask to speak to
their Manager. Of course, if due to the nature of the complaint, you may prefer in the first
instance to speak with the Manager.

2. If you are not satisfied with this response, please complete a Complaint Form, which
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is available from any member of Paramount International Staff or our offices.
You can submit your complaint to the Manager whom you dealt with previously. You should
keep a copy for your own records.

If you are unable to put your complaint in writing, please call us on 0808 501 5246

and ask to book a meeting with the relevant Manager so that you can discuss your
complaint in sufficient detail.

You will receive an acknowledgement letter within three working days of us receiving your
complaint and the relevant Manager will write with a detailed response including
suggestions to resolve the matter, within 14 calendar days of sending you the
acknowledgement letter.

If we have not heard anything from you within a calendar month of sending the detailed
response letter, we will consider the matter to be closed.

3. If you feel your complaint has not been resolved, please re-send your complaint to
the Quality Manager at our Head Office address (below) within 21 days. The complaint will
be passed to the Business Manager for review.

Quality Manager
50 Grosvenor Hill
Mayfair, London
W1K 3QT

You can also send your complaint by email to complaints_feedback@paramountint.com

If you are unable to put your complaint in writing, please telephone the Quality Manager, on
0808 501 5246 who will make a record all the details and deal with your complaint as follows:

- We will send you a letter acknowledging your complaint within three working days
of us receiving it.

- We will investigate your complaint fully and will send a detailed written reply,
including suggestions to resolve the matter, within 14 days of sending you the
acknowledgement letter.
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Should we have to change any of the timescales we will write to you to explain why and
what the amended timescales will be.

Partners

If your complaint relates to one of our Partners please complete the complaints form and
send it to the Director at the address above, who will follow the above procedure in
consultation with the Partner.

Escalation

If the learner is dissatisfied with either the processing of the complaint or the response
received regarding any aspect of Paramount International provision, they have the right to
escalate the complaint to the GLA if the course is funded by the GLA.

You must contact the GLA within 12 months after the issue happened. Email or post your
complaint to the GLA Skills and Employment unit:

aebcomplaints@London.gov.uk

Provider complaints, Skills and Employment unit, Greater London Authority, 169 Union
Street, London SE1 OLL.

If you remain unhappy after following our own internal complaints procedure and your
complaint refers to services, you have received relating to your course and achieving your
gualification then please contact the Awarding Organisation directly.

Should you address your complaint to the awarding organisation and remain unhappy with
the outcome you may then raise your complaint to the relevant qualification regulator.

Policy Updates

This policy will be reviewed on an annual basis or in line with changes to our complaints
procedure.
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